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PENGARUH CUSTOMER VALUE DAN PERCEIVED 
SATISFACTION TERHADAP CUSTOMER LOYALTY DENGAN 
SWITCHING COST SEBAGAI MODERATOR DI RANCH MARKET, 
GALAXY MALL SURABAYA 
 
 
 ABSTRAK 
 
 
               Penelitian ini bertujuan untuk mengetahui pengaruh customer 
value dan perceived satisfaction terhadap customer loyalty dengan 
switching cost sebagai moderator di Ranch Market,Galaxy Mall Surabaya 
               Penelitian ini menggunakan Moderated Structural Equation 
Modelling (MSEM) , hasil penelitian ini menunjukkan bahwa hipotesis 1 
yaitu customer value  berpengaruh positif terhadap customer loyalty.dapat 
diterima, hipotesis 2 yaitu perceived satisfaction berpengaruh positif 
terhadap customer loyalty dapat diterima, hipotesis 3 yaitu customer value  
berpengaruh positif terhadap perceived satisfaction dapat diterima, hipotesis 
4 yaitu switching cost memoderasi pengaruh customer value terhadap 
customer loyalty tidak dapat diterima, hipotesis 5 yaitu switching cost 
memoderasi pengaruh perceived satisfaction terhadap customer loyalty 
tidak dapat diterima 
 
Kata kunci : customer value, perceived satisfaction,switching cost dan 
customer loyalty  
 
xv 
 
THE EFFECT OF CUSTOMER VALUE AND PERCEIVED 
SATISFACTION ON CUSTOMER LOYALTY WITH SWITCHING 
COST AS THE MODERATING VARIABLE  IN CASE OF RANCH 
MARKET , GALAXY MALL SURABAYA 
 
ABSTRACT 
 
Purpose of this research is to know the effect of customer value 
and perceived satisfaction on customer loyalty with switching cost as the 
moderating variable in case of Ranch Market , Galaxy Mall Surabaya  
This research use Moderated Structural Equation Modelling 
(MSEM), and the result are hypothesis 1 is customer value has significant 
influence toward customer loyalty can be accepted,  hypothesis 2 is 
perceived satisfaction has significant influence toward customer loyalty can 
be accepted, hypothesis 3  is customer value has significant influence 
toward perceived satisfaction can be accepted,  hypothesis 4 is swithcing 
cost can not moderating the effect of customer value toward customer 
loyalty can be accepted, hypothesis 5 is swithcing cost has  moderating 
effect of perceived toward customer can be accepted 
Keyword: customer value, perceived satisfaction,switching cost dan 
customer loyalty  
 
